
June 21,2005 K.0 I 
Marlene H. Dortch 
Office of the Secretary DOCKET 

FCC - MAILROOM 

Federal Communications Commission 
445 12" Street, SW, Room TW-B204 
Washington, DC 20554 

Re: In the Matter of Telecommunications Relay Services and Speech-to-Speech 
Services for Individuals with Hearing and Speech Disabilities. CG Docket No. 123 

Dear Marlene, 

Please see the attached Annual Complaint Log and Tally Report for the State of North 
Dakota for the period of June 1,2004 through May 3 1,2005. You will also find an 
electronic disk copy of the complaint log on a standard 3.5 inch diskette. 

Please review the information, and if this is not sufficient, please advise and I will be glad 
to provide additional information. 

Roxy Ennen 
State of North Dakota 
Information Technology Department 

rennen@,state.nd.us 
701 -328-2300 

Attachments: 
1) 1 original & 4 copies of the Annual Complaint Log 
2) 1 original & 4 copies of the Annual Tally Report 
3) 3.5 inch diskette 
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=+Spnkt North Dakota Relay 
June 2004 - May 2005 



Date of 
Resolution 

11/03/04 

12/03/04 

01/26/05 

01/21/05 

02124105 

TTY cdslomer slated mal the lsne disconnectea (Th,s 
a praci.ceimoc< .p csiomer contacf for ewenencel 2 03 04 

Explanation of Resolution 

Apologized for the problem and tried dialing 
through the #. with CA, and could not connect 
as VCO. Entered Trouble ticket. 

Apologized for the problem and coached the 
CA. 

CA was coached on the following: 1) 
responsibilities to relay all calls in a 
professional manner. 2) CA Should not interjec 
personal opinions or provide additional. info 
during a relay call. 3) refusing to process a call 
or intentionally disconnecting is a serious 
offense. Lastly. we must provide the highest 
quality customer service to our customers. A 
foilow-up email was sent early today (1126) 
assuring the customer that this CA will remain 
professional at all times. 

Met with CA to discuss about the incident. 
Coached CA to simply dial out the number 
Without asking if the inbound voice caller want! 
to reach a deaf or hard-of-hearing person. 

Account manager sent an email with reply to 
the customer ... thank her for sharing her 
concern and I will notify the supervisor. No 
follow up contact needed. Case closed. 

I 

late of Compl. 

1/03/04 

Nature of Complaint 

ND VCO user complains she cannot get the agent to 
answer when dialing the ND designated VCO #. and if 
she does connect IS very delayed 

1.14 05 

1118 05 

2 74 05 

STS C.slomer ca.led NOnh Dakola STS number ana 
go1 agenl number Agenl loid STS c,slOmer" cad1 lyp 
yadr call DecaLse of Dr's orders '' apo ognred 10 the 
c Aomer ana lo10 ner I W41d forwar0 the nfo on 10 Ihe 
sJpervisor CAomer  ~ u l o  .he contacl Inrough ner 
emai C a o m e r  also s gong Io contact lne AM aoodt 
STS agents saying me) can not moerslano. I nformed 
her Inat I was no1 aware lnal STS was over Oowng Io 
Onio center 

The Voice person staled !hat a l  755 am she was Jsing 
prepaid card to place a ca an0 agent asked her 4 t me 
I sne was Trying IO reach someone who IS Deal or Hart 
or heanng oefore Ihe ca.1 was placed The cdslomef le1 
!hat sne don't need 10 be askea whemer or no1 she s 
ca ling someone wno s aeaf or ham of hear ng Fell Ihi 
agenl Shmld d a Ine nmber  g ven per od Apo og zed 
for lhe nconVenienCe and assured her lhal In's wl oe 
fol owed ~p ho lo1 ow LP requ.red 

2-22.05 I ha0 a TERRIBLE experience Ynlh CA last 
evenmg ( I was aoout4 30 - 5 00 CST). I cal ed a 
nmmer 8 got an answereng machine de lypeo a I that 
OLI when a l i\e person came on he dion'l lype anylhing 
, red a eo 8 afler the I ve person answered he lyped. 
one Momenl P 5" Tne person I nad cal ed was a reaay 
on the line I can near voices b.1 I can't maerstand so 
ln s person I ca lea was la.ring at me OJI I COL dn't 
Lnderslana it olan I know for sdre Wno was ta.mg m 
nas la  king 10 me. I l r  ed 10 l ak  to the CA Someone 
laked oack 10 me b d  had no dea who I Nas or m a t  
ne or she was saying lo me Some-here along the ine 
a Superv sol got .n90 vea 

r rnrn,.,., "1 r , u o r  ..3^ .̂.p* *he* 0"" h*.i *sa. 
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on the phone over twa hours trying to resolve the I problem not able to connect to three long distance 

03129.05 I 

05.09.05 

nJmners through relay On y gets a nusy signal bJl 11 
0 a1 Ihe nmbers a recl Ihe lhne r ngs She reported Ihe 
nLmners a aled and !he CA numbers so a tiaLnle I cket 
+,as emered TT was entered CLstomer Service 
(esponse Thanrea her lor len "g us mow ana 10 d her 
of a k n a m  issue that other TT nad a.so been txned in 
to resolve the malter Apolog zed lor her inconbenience 
No lo ow LO rewesteo 

03/29/05 

Cdstamer Compla nl The operator coula not seem lo 
lype correctly an ln8s imponam call to tne bank de kept 
lyping XXX then Iry aga n 10 tne po'nt tnat Ine caller 
coula not make o ~ t  what was being Sald CAamer 
Service Response Apo ogized lor the nconvenienca 
and 1o.a [ne ca.ler !he report would ne sent to tne ca I 
center SLpewisor Thankea ner lor taking t me 10 el us 
hnow No lollow LP reqJested 

05/09/05 

lnable to resolve complain, since this is a 
?chnical issue, and a trouble ticket has alread 
een created. 

let with agent. and he did remember the call. 
le stated that the mice persan was not talkin( 
learly and when he tried la  c lar i i  certain 
hrases. they would say something different s( 
0 had la  wrrect it when typing it again. 
oached agent on keeping customer informed 
person is not talking clearly. sa that the 
ustomer wont think its the agent's fault. 


